Identifying Effectiveness and Areas for Improvement in an Innovative Program Serving Medically Complex Individuals with Disabilities by Behl-Chadha, Bittie et al.
University of Massachusetts Medical School 
eScholarship@UMMS 
Commonwealth Medicine Publications Commonwealth Medicine 
2015-11-03 
Identifying Effectiveness and Areas for Improvement in an 
Innovative Program Serving Medically Complex Individuals with 
Disabilities 
Bittie Behl-Chadha 
University of Massachusetts Medical School 
Et al. 
Let us know how access to this document benefits you. 
Follow this and additional works at: https://escholarship.umassmed.edu/commed_pubs 
 Part of the Health Services Administration Commons, and the Health Services Research Commons 
Repository Citation 
Behl-Chadha B, Ikenberry K, , McGauley-Keaney T, Hillerns C. (2015). Identifying Effectiveness and Areas 
for Improvement in an Innovative Program Serving Medically Complex Individuals with Disabilities. 
Commonwealth Medicine Publications. https://doi.org/10.13028/v7sz-3y61. Retrieved from 
https://escholarship.umassmed.edu/commed_pubs/131 
This material is brought to you by eScholarship@UMMS. It has been accepted for inclusion in Commonwealth 
Medicine Publications by an authorized administrator of eScholarship@UMMS. For more information, please contact 
Lisa.Palmer@umassmed.edu. 
RESEARCH-POSTERS.COM/APHA  
APHA  POSTER  TEMPLATE 
 
This  template will help provide time-saving assistance to you in developing 
a professional appearing 48”x72”  poster.  
 
 
Research-Posters.com is proud to be chosen as the preferred poster 
printing vendor by the American Public Health Association (APHA) for the 
sixth consecutive year.  Our poster prices (which are up to 33% less than 
FedEx Kinko's) include ground shipping to APHA's Annual Meeting & 
Exposition in New Orleans and storage until you are ready to present your 
poster.  No other poster printing service will allow you the convenience of 
having your poster waiting for you onsite at the APHA poster sessions.  
The hassle-free convenience of using our service will also help you avoid 
hidden charges (checked bag fees, hotel storage fees and receiving fees) 
that can occur by transporting your poster to New Orleans.  Using 
Research-Posters.com to print your poster will allow you the convenience 
you hope for while attending an out of town meeting and will give you the 
comfort of knowing that you will stay within budget by avoiding hidden 
costs that can arise.  
 
POSTER PICK-UP HOURS* 
(immediately next to the poster sessions) 
 
Sunday (11/16) . . . . . 2:00pm - 5:00pm  
Monday (11/17) . . . . . 9:30am - 5:00pm 
Tuesday (11/18) . . . . . 9:30am - 5:00pm 
Wednesday (11/19) . . . . . 8:00am - 9:30am 
 
* ANY CHANGES TO POSTER PICK-UP HOURS WILL BE PUBLISHED AT RESEARCH-POSTERS.COM/APHA 
 
Once you design your poster, all you need to do is order your poster at 
www.Research-Posters.com/apha for our first-class printing services and 
the convenience of picking up your poster onsite at the APHA 142nd 
Annual Meeting & Exposition in New Orleans. 
 
POSTER ORDERS RECEIVED BEFORE 8:00PM PST ON OCTOBER 23rd WILL 
RECEIVE DISCOUNTED EARLY-BIRD PRICING.  ORDERS RECEIVED AFTER 
OCTOBER 23rd BUT BEFORE 9:00PM PST ON NOVEMBER 6TH WILL BE 
CHARGED AT OUR NORMAL APHA RATES.  PLEASE CONTACT US AT 
SERVICE@RESEARCH-POSTERS.COM FOR ORDERS BEING SUBMITTED 
AFTER NOVEMBER 6th.  
 
* * * BOTH THIS SECTION AND THE ONE TO THE RIGHT 
 WILL NOT BE PRINTED * * * 
 
 
 
HOW TO USE THIS TEMPLATE  
 
CHANGING THE LAYOUT 
This template has several different column layouts.  Right-click your mouse on the template 
background and click on “Layout” to see different layout options.  The column widths in these 
preformatted layouts cannot be moved but advanced users can modify any layout by clicking 
on the VIEW menu and then on SLIDE MASTER. 
CHANGING THE COLOR SCHEME 
To change the color scheme of this template click on the DESIGN menu and then on COLORS. 
You can choose from the provided color combinations or you can create your own. 
USING PLACEHOLDERS 
To add text to this template, click inside a placeholder and type in or paste your text. To move 
a placeholder, click on it once to select it, then place your cursor on its frame and then click 
and hold as you drag it to its new location.  Resize the placeholder, if necessary. Placeholders 
for headers, text and graphics can be found below: 
HEADER PLACEHOLDER 
Move this preformatted header placeholder to the poster area to add another header. Use 
headers to separate topics or concepts within your presentation.  
 
 
 
TEXT PLACEHOLDER 
Move below text placeholder onto your poster to add a new text box. 
 
 
 
GRAPHIC PLACEHOLDER 
Move the below graphic placeholder onto your poster, size it first, and then click it to add a 
picture to the poster. 
 
 
 
 
 
 
 
 
 
 
 
 
IMPORTING EXTERNAL TEXT & GRAPHICS 
TEXT: Paste or type your text into a pre-existing text box or drag in a new text box from above.  
Move and/or resize it as you desire. 
PHOTOS: Drag in a picture placeholder, size it first, click in it and insert a photo from the 
menu. 
TABLES: You can copy and paste a table from an external document onto this poster template. 
To adjust  the way the text fits within the cells of a table that has been pasted, right-click on 
the table, click FORMAT SHAPE  then click on TEXT BOX and change the INTERNAL MARGIN 
values to 0.25 
REVIEWING QUALITY OF GRAPHICS 
Go to View on the menu bar, then choose Zoom, 200%. This is a good representation of what 
your poster will look like when printed. Scroll left, right, up, and down looking for “grainy” 
images that may need to be fixed and re-imported. 
SAVING YOUR WORK 
Click on the Office Button and  hover over Save As.  Choose the PDF or XPS option with 
standard publishing.  Name your poster file and submit the resulting PDF version of your 
poster with your order.  
 
Identifying Effectiveness and Areas for Improvement in an Innovative 
Program Serving Medically Complex Individuals with Disabilities 
Community Case Management (CCM), a partnership between UMass Medical School 
and the state’s Medicaid program, serves children and adults with highly complex, 
chronic and challenging medical conditions/disabilities.  
• Offers a single point of entry for members to receive coordinated services 
across a wide spectrum of needs 
• Serviced by a Nurse Clinical Manager (NCM) in consultation with a pharmacist, 
social worker, and physical, occupational, respiratory, and speech therapists 
• Enables members to stay at home while reducing the burden of care on 
families 
A satisfaction survey was conducted to monitor CCM’s effectiveness and identify 
areas for improvement.  
Background & Objectives 
Methodology 
Age 
Over half of members are 10 years of age or under. 
Members’ Perception of the Needs Assessment 
Interaction with the Nurse Clinical Manager: Members report 
highly positive interaction with the Nurse Clinical Manager.  
Qualitative Feedback on the Assessment Process 
Additional Key Findings 
Coordination of MassHealth Services by CCM Staff 
At 91%, overall satisfaction with service coordination is very high; however, top ratings 
of “very satisfied” at 57% are a little lower than observed for other dimensions. 
• Among the members who needed assistance with medical equipment and  
supplies, 77% report that the staff communicated with them about their needs 
(a gap of 23% to be bridged). 
• Among those who needed assistance with physical, speech and occupational 
therapy services, 57% report that the staff communicated with them about their 
needs (a gap of 43% to be closed). 
Perceptions of CCM Staff Specialists 
Contact with CCM specialists is limited but for the most part positive. 
• Among the members who have had contact with a CCM Pharmacist, 67% rate 
the pharmacist as very helpful. 
• Among those who have had contact with a CCM Social Worker, 64% rate the 
social worker as very helpful. 
Conclusions 
Contact Information  
Bittie Behl-Chadha, Ph.D. 
Director, Office of Survey Research 
University of Massachusetts Medical School 
333 South Street, Shrewsbury, MA 01545  
Phone: 508-856-4386 
http://chpr.umassmed.edu/survey 
 
Kerri Ikenberry 
Director, Disability & Community Service 
University of Massachusetts Medical School 
333 South Street, Shrewsbury, MA 01545  
Phone: 508-421-5901 
 
The survey was conducted June – August 2014 and sampled all CCM members with 
at least 6 months’ program experience (N=667).  
• Surveys were addressed to the CCM member and/or parent/guardian 
• Surveys were available for completion in print or online  
• Reminder phone calls encouraged participation 
• Overall response rate was 45.3% 
The survey assessed members’ perceptions of CCM across a variety of topic areas, 
including members’ needs assessment, communication with and coordination of 
services by the nurse clinical manager, interaction with staff specialists, and overall 
perception of CCM. 
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Time in Program 
The majority of members have been supported by CCM for several years. 
Perceptions of the Assessment Process: Regarded for the most part as clear 
and thorough, there is some room for improvement in ease of understanding. 
“Our Case Manager, [Name], 
is extremely professional and 
thorough in evaluating my 
son's needs.” 
“Thorough process. 
Comprehensive. Deals with 
all aspects of care.” 
“The process is thorough for "data" 
purposes! It does not give the whole 
picture of a persons needs.” 
“Very particular relating to time required for a 
skilled nursing task and doesn't take end to end 
time into consideration.”  
Member Characteristics 
<1 
year  
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years  
14% 
>6 
years  
47% 
Gathered information necessary to 
understand member's need for long 
term care services    
Explained service record in a way 
you could easily understand  
Explained your right to appeal 
service record 
Yes No Don’t remember 
Clearly described how service 
record was determined 
 
Easy to understand 
Thorough 
Agree completely Agree somewhat Somewhat disagree Disagree completely 
Positive Comments: Members are appreciative of the Nurse Clinical 
Manager’s professionalism and perceive the assessment process as 
thorough and clear. 
Negative Comments: The assessment process also draws criticism, 
particularly around its failure to capture all relevant factors and concerns 
around the accuracy and difficulty of assigning time to tasks. 
Overall Perception of CCM 
Staying at Home if Not Supported by CCM 
The vast majority of members are satisfied with CCM overall and believe that the program impacts their lives positively – only a small minority 
believe that the program has not had an impact on their life overall or on their ability to stay at home. 
Impact of CCM on Member’s Life Overall Satisfaction with CCM 
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Very difficult 
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Very easy 
2% 
6% 
24% 
69% Very satisfied 
 
Satisfied  
 
Slightly satisfied 
 
Not at all satisfied 
The evaluation clearly indicates that the program delivers an invaluable service that 
makes it possible for members to live at home while having a highly positive impact 
on their lives.  
The evaluation also served to identify ways to further increase the program’s positive 
impact, particularly as CCM continues to grow its member base. 
Needs Assessment 
Overall satisfaction with the assessment process is very high; however, there is room 
for improvement. 
• The needs assessment process is regarded as thorough, and members clearly 
understand how their service record is determined. 
• Nevertheless, there is some desire for simplification – a holistic view of the 
member’s needs rather than detailed assignment of time to specific tasks. 
CCM Staff 
Members are highly satisfied in all their interactions with the Nurse Clinical Manager; 
however, there are some specific areas that can benefit from some improvement. 
• Increased communication regarding members’ needs (e.g., in the areas of 
medical equipment and supplies as well as physical, speech, and occupational 
therapy) 
• There is also some room for improvement in CCM staff’s coordination of 
MassHealth services. 
